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L ast year, Medicare Part B claims were processed in approximately two weeks. lbis year, those same 
claims are taking much longer to process due to cutbacks 
in Medicare funding. In response, the Health Care Financ­
ing Administration (HCFA) recently released an addi­
tional $750,000, and Blue Cross and Blue Shield of Flori­
da's Medicare Part B employees are in the process of 
working through the backlog of claims. 
"In the past, Blue Cros  and Blue Shield of Florida 
has performed at levels which have satisfied the expecta­
tions of both providers and beneficiaries," said Henry 
Douglas, director for Medicare B Communications. "The 
cur ent backlog is a result of the reduced funding. If we 
had been given the money, we could have performed as 
well as we did in the past." 
TI1e Medicare program has been severely affected by 
cutbacks associated with the Gramm-Rudman-Hollings 
Balanced Budget Act, which was passed by Congress ear­
lier this year. In February, the Health Care Financing 
Administration notified Blue Cross and Blue Shield of 
Florida that its Part B processing budget for fiscal year 
1986 was being reduced by $1.3 million. The reduced 
funding level was sufficient to process an approved work­
load of only 19 million claims of the estimated 20.6 mil­
lion claims the Corporation projects it will receive. The 
result has been a backlog of claims carried over from 
month to month. 
"The strain of large inventories has affected the 
morale of the entire Medicare B staff," said Douglas. Dou­
glas added that the release of funds in June will provide 
some much needed relief, but he said that it would take 
time for inventory levels to be visibly affected. The Plan's 
claims volume peaked in June and should begin decreas­
ing this month, he said 
Ultimately, Medicare beneficiaries and the providers 
of health care carry the burden because reimbursement is 
delayed, said Douglas. Also, a claim on Medicare supple­
mental insurance cannot be processed until the Medicare 




Sandra Robertson, Alex Enriquez, and Barbara Shelton 
are three of approximately 80 Medicare employees who 
deal with customers daily. 
But the pressures felt by providers and beneficiaries 
are quickly transferred to Medicare B employees through 
letters, telephone calls and resubmitted claims, according 
to Douglas. 
'We believe in and support the corporate goal to 
provide superior customer service," said Douglas. "But, 
no matter how low our error rates are, it is difficult to 
provide that superior service in the eyes of the benefi­
ciary when we're not funded to process claims on a 
timely basis." 
I n May, U.S. Senator Lawton Chiles (D-FL) chaired a hearing in Jacksonville to investigate the reasons for 
and effects of inadequate funds for Medicare. 
The hearing included testimony from Bill Long, 
director of Government Programs for Blue Cross and 
Blue Shield of Florida, a representative of HCFA, a physi­
cian representing the Aorida Medical Association, three 
Medicare beneficiaries, and a supplier of durable 
medical equipment. 
In testimony at the hearing, Long said, 'We have con­
sistently achieved high performance standards as mea­
sured against other Medicare contractors nationwide and 
have been a leader in innovation. Severe funding cutbacks 
in fiscal year 1986 for contractors to process claims and 
answer inquiries, an increased number of administrative 
requirements and the funding prospects for fiscal year 
1987 combine to seriously threaten the continuation of 
our record of success." 
Chiles called the hearing after discussing funding 
problems with several Blue Cross and Blue Shield of Flor­
ida representatives. In April, representatives from the 
Corporation met with the Senator in Washington to dis­
cuss the anticipated effects of cutbacks. Representing Blue 
Cross and Blue Shield of Florida were Antonio Favino, 
senior vice president for Operations; Steve Davis, vice 
president for Medicare Part B; and Mike Hightower, vice 
president for Governmental and Legislative Relations. 
According to Long, the Corporation was acting on a 
commitment it had made to inform the Florida congres­
sional delegation of any anticipated crises that would 
affect Medicare beneficiaries in terms of Medicare 
claims delays. 
In order to deal with the reduced funding, the Cor­
poration had implemented several programs to increase 
efficiency, according to Douglas. The Plan had added a 
night shift of clain1S exaniiners to make maximum use of 
space and equipment. Part-time employees were hired for 
jobs requiring less training, and the Corporation has 
been agressively encouraging providers to submit 
claims electronically. 
Long said that, according to Chiles, when funding 
cuts were legislated, Congres  did not intend to place a 
hardship on Medicare beneficiaries. He added that the 
Senator and other legislative supporters will pursue the 
issue until the burden created by claims delays is resolved. 
A Medicare hearing conducted by U.S. Congressman 
Claude Pepper ( O-FL) was held in Miami on July 11. 




NearsEi rst - ' 
Anniversary 
Sandy Benigni works on a one-on-one basis witb 
transplant patients and tbeir families. Benigni was 
recently promoted to manager of Operations I -
Interoention Department which incorporates the Case 





T he Purchasing of Hospital Services Work Group has just completed an implementation plan for a DRG­
based hospital payment system. The new system is sche­
duled to begin in the fourth quarter of this year. 
2 
According to Tony Hubbard, vice president for Cost 
Containment and project leader, this new system will 
make Blue Cross and Blue Shield of Florida's traditional 
products more competitive. 
"To be effective in the marketplace, Blue Cross and 
Blue Shield of Florida must price its products competi­
tively wlille continuing to provide superior service," said 
Hubbard. "The new rein1bursement system will give us 
more control over costs so that we can price our pro­
ducts more competitively. Ultimately, it will also provide 
for more efficient claims processing since we will be pay­
ing on a per case basis rather than a per claims basis." 
According to Hubbard, payments for hospital services 
comprise the largest component of health care costs. 
Nearly two-thirds of total claims pay-out is directed 
to hospitals. 
" I feel great. But then, why shouldn't I? I've got the heart of a man in his twenties.' Mr. Carey tells 
me that just about every time I talk with him," said 
Sandy Benigni, organ transplant coordinator. 
_ -1n bisJ:i.fties, C::i.rey_was theJirs patienLto_receb , 
heart as a benefit of the Corporation's organ transplant 
coverage. His transplant surgery was perfonned on Sep­
tember 2, 1985, and Benigni has been following his re­
covery since she became organ transplant coordinator in 
October 1985. 
As organ transplant coordinator, Benigni functions 
primariJy as liaison between the subscriber and Blue 
Cross and Blue Shield of Florida in coordinating the organ 
transplant benefit. She contacts patients who are awaiting 
organ transplants and walks them through the necessary 
paper work. Her step-by-step assistance is designed to 
reassure the patients that Blue Cross and Blue Shield of 
Florida is sensitive to their needs. 
"Ths level of assistance for the duration of the organ 
trmsplant process is another corporate effort towards 
superior customer service," Benigni said. 
Benigni is also available to answer questions of and 
offer assistance to the patients' spouses and other 
fanilly members. 
"These patients are very sick. Dealing with the 





0 Physician ■ Hospital 
addressing their needs," said Benigni. The Corporation's 
organ transplant coverage was expanded in May 1985 to 
include heart, heart-lung, and liver transplants. For several 
years prior to this, Blue Cross and Blue Shield of Florida 
has covered non-ex erimental trm lants such as bone, 
skin, kidney, and corneal tissue transplants. 
According to Benigni, the expanded coverage is 
available to all under-65 individuals holding direct pay 
contracts and to groups with less than 200 members. The 
Medicare supplemental policies exclude these services 
since these would not be covered under Medicare. The 
coverage is also available to groups over 200 but those 
groups reserve the option to exclude the benefit. 
Benigni said there is a sharp rise in the nwnber of 
organ trmsplants performed primarily since the advent of 
cyclosporin, a drug which helps prevent the body's rejec­
tion of transplanted organs. The Food and Drug Adnlinis­
tration approved cyclosporin in 1983 for these services. 
Benigni said the frequency and volume of organ trmsplant 
surgeries can be expected to continue to increase as the 
success of the surgeries continues to rise. 
The cost for a heart trmsplant varies. Several factors, 
including the geographic area in which the surgery is per­
formed and the life expectancy of the patient, affect the 
cost of organ transplant surgery, Benigni said. 
"If we can develop more control over that portion of 
our business, then we can significantly reduce our overall 
costs," said Hubbard. 
Currently, the Plan pays billed charges for hospital 
services rendered to its members. Under the new pay­
ment system, inpatient hospital services will be grouped 
into Diagnostic Related Groups or DRGs. The DRG 
methodology classifies patients into cases that are sinillar 
in the types of hospital services needed. The classification 
into DRGs is based on diagnoses and procedures, the 
patient's age and sex, and the discharge status. 
The new hospital payment system will eventually 
apply to all Blue Cross and Blue Shield contracts, except 
for HMO and Complementary Coverage. The Plan's PPO 
hospital claims are already grouped into DRGs for pay­
ment. Complementary Coverage will not be affected 
because it is a supplemental coverage to Medicare. 
These changes in hospital reimbursement will affect 
many areas of the Corporation. To effectively deal with 
the complexities of implementation, a dedicated PHS 
work group, composed of people from various divisions, 
has been fanned. This group is addressing the many issues 
raised by the project and is responsible for coordination 
with all affected areas. 
More details on the new program will be communi­
cated as we move closer to actual in1plementation. 
Gai 
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Men and Ladies 
of 1888 
by Bill Condon 
Manager for Corporate Infom1ation Center 
T he 1986 edition of my favorite encyclopedia has just arrived - hot of  the press and seething with 2,290 
pages of startling, profound and utterly fascinating socio­
logical data. 
I refer, of course, to the redoubtable Encyclopedia of 
Associations, Gale Research Company's mammoth com­
pendium and index to the 20,000 clubs, leagues, guilds, 
State Group Win 
Dana Simmons, claims examiner in Local Groups 100 +, 
was one of many employees wl:xJ enjoyed a piece of cake in 
cekbration of the renewal of the state group contract. 
0 n May 1, 1986, the Corporation was in a position to 
celebrate. The State of Florida bid process was com­
plete and, in the midst of strong competition, the Florida 
Plan emerged with a twenty-month renewal contract. The 
contract is effective from May 1, 1986, through the end 
of 1987. 
The efforts of numerous people and the strengths 
of every area of the Cotporation contributed to the 
Plan's success. 
"Our extensive preferred provider network, strong 
emphasis on cost containment programs and dedicated 
staff helped us retain this contract," said Bill Reed, vice 
president for National and Special Accounts. 
In order to in1plement a winning strategy and 
respond to the Request for Proposal (RFP), Executive 
Sta.ff appointed a work team with members from Pre­
ferred Patient Care, Professional Rein1bursement, Utiliza­
tion Management, PPC Claims and Customer Service, Sys­
tems, Benefits Administration, Rating and Underwriting, 
Membership and Billing, Finance, Legal, Corporate Com­
munications, Legislative Relations, and Marketing. 
"This is a wonderful achievement for our company 
and is the result of an unsurpassed team effort by our 
employees," said Reed. "Each and every employee should 
be proud of their contribution to this tremendous 
achievement." 
professional and trade societies, fraternal orders, founda­
tions, and sundry other wondrous organizations that we 
Americans seem compelled, lemming-like, to form 
and join. 
In a country where infants barely out of diapers can 
be seen toddling through shopping malls clad in what 
appear to be compleat Olympic field event uniforms right 
down to their tiny size I 1/2 Nike Etonic Rocket-Powered 
Trak Fliers, it should come as no surprise to discover that 
the Encyclopedia lists over 500 athletic and sports 
clubs alone. 
But my taste runs to the more off-beat - to the men 
and women who march, jog and trot to the tap of some­
what different drummers. 
I yearn to learn more about the folks who flock to 
meetings of the International Society for the Abolition of 
Data Processing Machines, the National Button Society, 
the Friends of Richard III, the National Organization for 
the Rights of Guide Dogs, the Isle of Ulfa Chowder and 
Marching Society, and Neurotics Anonymous - these are 
my kind of people. 
1 want to mingle with the members of DENSA, an 
organization intended for "persons who have been 
rejected by Mensa or have an IQ of less than 134." 
I want to belong to the Ancient and Honourable 
Order of Small Castle Owners of Great Britain, but I think 
the dues ( to say nothing of the mortgage payments) 
would be a colossal bore. 
I want to hoist a few with what's left of Enough is 
Enough, made up of 1,213 "US. and Canadian Monday 
Night Football fans who believe the program would be 
more enjoyable without ABC sports broadcaster 
Howard Cosell." 
Finally I am, regrettably, unable to join, but I would 
like nothing more than to be able to at least tune in on a 
meeting or three of the Descendants of the Illegitimate 
Sons and Daughters of the Kings of Britain, a small ( 125) 
but select band of earthlings whose headquarters, for rea­
sons entirely beyond my ken, is in Jacksonville, 
North Carolina. 
Oh - about those Blizzard Men and Ladies of 1888. 
The 1986 edition of the Encyclopedia lists them, but the 
entry says, cryptically, "address unknown since 1970." 
Well, Gale Research Company and its Encyclopedia 
may be at a loss as to their present whereabouts, but I 
know friends. Those good Blizzard Men and Ladies of 
1888 are presently huddled together in heavenly conclave 
somewhere along the vast reaches of that Great Long 
Snow Fence in the Sky - I'd bet my old Flexible Flyer 
sled on it. 







I n May twenty-six Private Business Claims management 
and professional employees were honored for out­
standing contributions during 1985. 
Plaques were presented to commemorate superior 
performance, 1985 accomplishments, team spirit, and 
dedication to quality for the Corporation's customers. In 
alphabetical order are those employees recognized: 
Jackie Adkins, project manager for Market Segment 
Service Project; Jeannette Bajalia, manager for PBO 
Human Resource Development;Joyce Bowman, manager 
for PPC Claims Processing and Customer Service; Carl 
Corsuti, director for Local Group and Direct Claims; Pris­
cilla Davis, manager for Major Medical and Compre­
hensive Claims; Peggy DeCurtins, manager for Benefits 
Administration Project; Lynda Dedmon, manager for 
Benefits Administration; Kathy Defoe, supervisor for 
Major Medical Claims; Lori Downing, supervisor for Med­
ical Review; Dianne Greer, supervisor for PBO Training; 
David Hayes, analyst for Industrial Engineering; Jean 
Hoppe, PBO Training; Mark Hughes, manager for 
National Accounts;JuneJorclan, supervisor for Benefits 
Administration; Irene Manassa, supervisor for Training 
Production Unit; Hal Markowitz, analyst for Industrial 
Engineering; Elois McClain, supervisor for Comprehen­
sive Claims; John Oetjen, director for Benefits Adminis­
tration; Yvonne Park, supervisor for State Group Sus­
pense; Joan Rhoden, secretary for Private Business 
Claims; Anthony Rizzi, manager for Micrographics and 
Claims Support; Al Sloan, director for State Group and 
PPC Operations; Karl Smith, director for National 
Account Claims; Bill Strong, manager for Other Carrier 
liability; Cheryle Taylor, project manager for Benefits 
Administration; and Fannie Zuidema, analyst for Opera­
tional Effectiveness. 
3 
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he Corporation established a travel department in 
March to centralize coordination for all business­
related travel. 
According to Harriet Brodsky, administrator for the 
Commercial Travel Department, the reasons for establish­
ing the new department are three-fold . 
"The Corporation is interested in reducing travel 
costs, in providing an additional service to the employee, 
and in managing all reservation activities and expenses," 
said Brodsky. 
She added that the department relies on two Ameri­
can Airline Sabre CRTs that indiscriminately search for the 
lowest rates for lodging and air fares at any given time. 
The CRTs are supplied by Avondale Travel Agency - the 
Corporation's ticketing and support agency. However, 
almost all commissions are funnelled directly to 
the Corporation. 
Along with Brodsky, the department is staffed by 
Travel Coordinator Midd Baldwin. Baldwin gained her 
technical background while serving as a representative for 
Avondale Travel. 
With their customer orientation, Brodsky and Bald­
win will be targeting employees who utilize the service to 
get their impressions both positive and negative. Questi­
onnaires are planned to monitor the quality of 
services provided. 
An introductory travel seminar was conducted in 
mid-April for employees who travel regularly. The session 
summarized the new travel policy and capsulized pro­
cedures for making travel arrangements. A second seminar 
was held on June 1 1 . Brodsky stressed that she is available 
to attend two-way communications meetings. 
A monthly newsletter, Travel News, is being pro­
duced to provide current travel information. Those wish­
ing to be added to the mailing list may contact Harriet 
Brodsky at extension 6176. 
Tina Bageant of Word Processing, who came to the United States from Pakistan, was sworn in as a US. citizen recently. 




I n the March 1986 issue of its newsletter Focus, the North Broward Hospital District ran an article praising 
the quality of service they receive from Blue Cross and 
Blue Shield of Florida. Specifically praised was the forma­
tion of a dedicated phone line manned by Ft. limderdale 
district employee Joan Moran and the Total Service Unit 
under the direction of Karl Smith. 
The Corporntion's responsiveness was acknowledged 
on a variety of points including the following: 
However, certain inquiries require contact with the 
home oJJice in Jacksonville. When this occurs, Joan 
(Moran) and the special unit assigned to (handle) only 
District claims in Jacksonville (Rita Groner) work 
together to resolve these special inquiries as quickly 
as possible. 
The values of the Corporation's North Broward Hos­
pital District customers were also summarized in part: 
The most frequent comment by Hospital District 
employees assisted by Joan (Moran) is that it is nice to 
know they have someone they can call personally regard­
ing their inqu.iiy. 
According to Nancy Lawton of the Ft. Lauderdale 
district office, the North Broward Hospital District 
account represents three hospitals with approximately 
3,500 employees. As such, it is the largest local group 
enrolled in the Ft. Lauderdale district. 
Of Note 
Newsflash 
Carl Homer, director for Professional Reimburse­
ment, published an article "Methods of Hospital Use Con­
trol" in the Spring 1986 issue of the Health Care Man­
agement Review (Vol. II , No. 2 ). Copies of the article may 
be obtained from the Corporate Information Center on 3 
Center . . . .  The Blue Cross and Blue Shield of Florida City 
League Basketball Team finished the 1985/86 season as 
City League Champions . . . .  Joe Sabotin, Special Markets, 
ran the 1986 Boston Marathon in three hours and nine 
minutes . . . .  Employees involved in the Corporate Caring 
program were honored on Thursday, April 24. The board 
of directors for the Cathedral Foundation hosted the 
brunch for volunteers to "recognize ( their) countless 
hours dedicated in service to others." 
Dear Editor: 
May I propose a new Blue Cross Blue Shield 
tradition - that each employee choose someone he or 
she does not already know and on a quarterly basis ask 
them to have lunch to get acquainted. lf a strong percen­
tage of employees would do this, the Corporation would 
surely become a more pleasant place to work. Those 
employees who feel they are currently working in isola­
tion would find there are some wonderful people work­
ing at BCBSF. Team effort is vitally needed, but that 
requires team members. That happens if we are friendly 
and learn to respect each person for their strengths as a 
team member. 
I challenge each of you to make a new friend! 
Aileen N. Elsinger 
Utilization and Benefits Management 
Pensacola Holds Open House 
The Pensacola Branch Office held an open house in 
April to celebrate its new location near the Pensacola Air­
port. Physicians and their staff members and group 
members attended. The Pensacola Branch Office is 
located in a new building just completed by the Dyson 
Company. Lanny Felder and Becky Royce, from the 
Facilities and Office SeIVices Division, selected and 
designed the new office. The new address is: 540 I Corpo­
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.Earnestine Robinson (alx>ve, center) was one of the employees in Local, Group and Direct Cl,airns receiving recognition for out­
standing achievement of quality goals. Presenting the award were from left to righ� Larry Payne, vice president for Private Busi­
ness Claims and Carl Corsut4 director for Local, Group and Direct Claims. 
Local Group And Direct Claims 
Reaches Milestone 
F or the month of May 1986, Local Group and Direct Claims achieved all twenty-nine of their service goals. 
According to Carl C.Orsuti, director for Local Group and 
Direct Claims, that area's May performance represents a 
first. The twenty-nine goals are made up of eight claims 
quality goals, fourteen claims cycle time goals, and seven 
inquiry goals. 
In Basic, generally all goals have been met for the past 
twelve months. Major improvement was needed in quality 
relating to Comprehensive and Major Medical lines of busi­
ness. During the past year, Comprehensive has improved its 
error rate by 300 percent with a 2.5 percent error rate 
achieved in May. 
Local Major Medical had similar success reducing its 
error rate to 2.8 percent in May. 
The Major Accounts area has also shown dramatic 




T he Facilities Department has implemented a floor-by­floor clean-up campaign as one of its contributions to 
superior customer service. The effort is part of a division­
-wide commitment by Facilities and Office Services to sup­
port the corporate superior customer service program. 
The campaign is characterized by the theme CARE 
( Care About Our Environment ), and associated activities 
can bt i<.kntified by the campaign's logo which features a 
stylized panda 
Said Max Wallace, manager for Engineering and Main­
tenance, "If we take pride in our work environment, we 
will also take pride in our work and in the services we pro-
is exemplified by the renewal of the Publix contract for a 
two-year period. 
Corsuti said that the primary thrust of his area's ef orts 
has been towards quality. 
"Addressing quality means dealing with people and 
with attitudes," said Corsuti. "You can't just throw resour­
ces at the problems and expect them to improve - you 
must have a team effort with everyone focusing on 'do 
it right the first time' and 'superior service for 
our customers'." 
He stressed the importance of management behavior 
in tackling the quality issue and credited the succes  of the 
department to a committed and dedicated staff headed by 
an excellent team of managers ( Priscilla Davis, Karyn 
Ruen, and Karl Smith) and improved communication 
channels that are emerging from efforts associated with 
Partners in Quality Change. 
vide. In addition, an environment that looks neat and pro­
fessional will give others a good impression of our service." 
The campaign was launched in mid-May. It covers one 
floor at a time and features a co perative effort including 
the employees on the floor, the Facilities Department, and 
our nighttime cleaning service. 
An intensive detail cleaning on each floor is followed 
by an inspection report from a volunteer floor inspector. 
Other employees participate by preparing for the clean-up 
and by doing their part based on a list of hints on how to 
keep the area looking good. 
"The teamwork we've seen so far has made this pro­
ject fun," said Wallace. "It gets better as we go along, and 
the responses from the various floors have been more and 
more positive." 
Cathy Callahan, Finance staff member and inspector 
for the eleventh floor, wrote, "The environment has been 
greatly improved both by the cleaning team and by the 
Finance staff on the floor. Our vice president is encour.tging 
all staff to continue such cleaning efforts on a 
periodic basis." 
Wallace said, "The detail 
cleaning effort will be 
repeated every quarter. But 
the individual commitment 
of each employee is needed 
on a daily basis to maintain 
an attractive and profes­
sional work environment." 
,. � 
� �  
� 
CARE ABOUT OUR ENVI RONMENT 
Customer Seriice 
Project Update 
Several projects have been completed or are well 
underway in the Private Business Claims organiza­
tions which have improved service to customers. 
Improvement� in both the human organization and the 
day-to-day oper-ations are listed below. 
Partners in Quality Change {PIQC) 
According to Jeannette Bajalia, manager of PBO 
Human Resource Development and project manager of 
the PIQC program, management and non-management 
employees alike play a vital role in the Plan's ability to 
meet performance standards and customers' expectations. 
Many of the proces.sing units have a "visibility center" 
where employees post and review each month's perfor­
mance. All levels of employees have demonstrated their 
commitment to the customer by suggesting improve­
ments in daily operations. Employees participated in 
brainstonning ses.sions in April and submitted suggestions 
as part of a Procedural hnprovement Month. The 1986 
theme of the PIQC program is "The best in service to our 
Customers through the best in our people." Private Busi­
ness management will continue to solicit employee feed­
back as part of the joint effort to implement programs 
which address needs identified by employees. 
Comprehensive Benefit Network (CBN) 
To keep up with the variety of health care options 
sold in today's markets, in February 1985, Private Business 
resources were assigned to develop a user-driven system, 
flexible enough to service variable deductibles and 
copayments. The completion date of placing new and 
renewed groups on this system is October 1986, but as of 
May, Private Business had placed 69 percent of all local 
groups that have Major Medical, Comprehensive or Pte­
ferred Patient Care coverage on the network 
"By reducing the amount of hard coded logic in the 
system, we're able to quickly respond to non-standard 
benefit requests from prospective and existing cus­
tomers," said Lynda Dedmon, manager of Benefits 
Administration. "This provides customers with more 
benefit options than in the past." 
The CBN File uses plain language instead of codes 
and is easier for a user to understand, according to Ded­
mon. The file has increased automation, improved pro­
cessing accuracy, reduced program maintenance, and 
reduced customer inquiries, said Dedmon. 
Explanation of Benefits Project 
'We've been critiquing the Explanation of Bene-
fits Form from the customer's point of view," said John 
Oetjen, director of Benefits Administration. Feedback 
from customers and from six Member Advisory Councils 
( MACs ) indicated that changes were needed As a result, 
the word "deductible," previously abbreviated on the EOB 
Form, has been spelled out. The Plan has substituted the 
wording "Your Part" for "coinsurance" and has printed 
the service dates next to individual line items. Adjustment 
and reject language was also revised. According to 
Cheryle Taylor, project manager for the EOB Project, the 
changes make the form easier to understand. The project 
was completed in mid-June. 
The Patient Master File 
Before the project, a unit of twelve people were 
manually correcting this file. System changes have resulted 
in the system automatically calculating the data and apply­
ing them to the system master file. 
Medicare Crossover Records 
Blue Cross and Blue Shield of Florida Medicare sup­
plemental policyhoJders who are entitled do not have to 
file for other benefits in addition to filing a Medicare 
claim. Their claims are "cros ed over" for processing. In 
1 985 the Medicare Crossover Records project was under­
taken to ensure the quality of data records for all entitled 
recipients, both local and national. Now a complete, cor­
rect contract number is captured, which prevents claims 
from crossing over when no liability exists, according to 
Jackie Adkins, manager of Operation Effectiveness, and 
project leader of the Market Segment Service Plan. This 
improved process further supports the superior customer 
service effort. 
Post Card for Aged Claims 
Private Business is warding of  customer concerns by 
acknowledging receipt of claims that have been delayed. 
Since April, a post card is sent out on the tenth day that a 
claim is inhouse to let the customer know that the claim 
is being processed. The new system is still in the pilot 
stage and applies to 1 2  groups or 26,975 subscribers. 
According to Carl C.Orsuti, director of Local and Direct 
Accounts, the Plan will review the success of the program 










pproximately 72,645 active or retired federal 
employees in Florida have begun receiving premium 
refimd checks from the Blue Cross and Blue Shield Ser­
vice Benefit Plan. Active federal employees and retired 
federal employees who were enrolled in the Service 
Benefit Plan on May 1 ,  1985, are eligible for the refund. 
Under the Plan, two health insurance coverage options 
are available to active federal employees and retired fed­
eral employees aged 55 and over. The refunds are being 
Blue Cross Team #1 
Takes Southeast Title 
S ince July of last year, the Private Busines.s Claims' 
Training Production Unit has been helping new 
claims examiners begin work with the low error rates 
characteristic of more experienced personnel. 
The new claims examiners move from initial class­
room training coordinated by Diane Greer's staff to a five­
week hands-on session in the Training Production Unit. 
According to Irene Manassa, supervisor for the Training 
Production Unit, the trainees are in an ideal situation, 
because they gain first-hand experience with live claims. 
Training staff members are present at all times to answer 
any questions that may arise. 
"Both the new employees and the Corporation win 
in this situation," said Manassa. 
She noted that the employees begin work on the 
floor with the added confidence that comes from han­
dling live claims during training while the Corporation 
avoids the initial higher error rates that can be expected 
with new claims examiners. Also, the trainees contribute 
to solving the problem of Private Busines.s claims volume. 
Most of the trainees are released with error rates 
lower than the required minimum five percent rate. 
paid out of a $754 million surplus fund which resulted 
from the cost-effective use of health care services by sub­
scribers and the implementation of cost-saving programs 
to manage use of health care benefits. For example, Blue 
Cross and Blue Shield Plans have been encouraging outpa­
tient surgery and outpatient diagnostic testing 
when possible. 
"Federal employees and retirees have become 
increasingly conscientious about taking care of their 
health and about how they use health care services," said 
Bill Reed, vice president for National and Special 
Accounts. "This refund is the result of a firm commitment 
by the government, subscribers, and the Blue Cross and 
Blue Shield Service Benefit Plan to cost contain-
ment efforts." 
Active or retired federal employee subscribers with 
High Option coverage are receiving $ 1 64 while those 
with family coverage are receiving $354. Postal workers 
with High Option coverage are receiving less because 
.. wo men's teams and two women's teams repres-
1 ented the Florida Plan at the Ninth Annual Blue 
Cross and Blue Shield Southeast Regional Softball Tour­
nament over the Memorial Day weekend. 
Florida Blue Cross Team One won the men's division 
by going undefeated for four games. According to Team 
One Coach Johnny Rhoden, the quality of softball at the 
tournament gets better every year. 
"I'm amazed at the number of good teams there are 
and at the level of sportsmanship that is shown, especially 
in the championship games," said Rhoden. 
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they pay a lower share of the premiums - $ 1 3  3 for self­
only coverage and $284 for family coverage. 
Standard Option subscribers with self-only coverage 
will receive $69 and those with family coverage will get 
$ 169. The refunds for postal workers with Standard 
Option are $ 1  7 for self-only coverage and $48 for 
family coverage. 
Coordinating with FEP Washington to ensure under­
standing and effectiveness on refund, the Florida Plan FEP 
Marketing Department initiated personal contacts with all 
the large federal agencies and received good and favorable 
responses on this refund. 
The premium refund plan was first proposed by the 
Blue Cross and Blue Shield Service Benefit Plan in May 
1985. The Department of Justice issued an opinion that 
special legislative action was needed before refunds could 
be made to retirees. The necessary bill was signed into 
law by President Reagan on Febmary 27, 1 986. 
The Florida Blue Cross Team One Men's Team 
defeated Alabama's Team One in the championship finals. 
That victory marks the eighth consecutive year that the 
Florida Plan has led the tournament in the men's division. 
The Florida Plan's Team Two men's team captured 
the third place trophy. The women's division was domi­
nated by the South Carolina Plan. 
The tournament held in Baton Rouge, Louisiana, was 
hosted by the Baton Rouge Plan. 
Winning softball team players: Front row from left to right are Larry Shepard, Billy jones,Johnny Rhoden, Frank Giordano, Larry Bold, and Greg Swzj t: back rou ']rom Left to right are 
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Gavel Club Graduates Honored 
Pictured from left to right are Peggy Bennett, Carolyn Dougl£lss, Elsie Caldwell, Desiree Farrington, Gaylynn Borg Sandy Martin-Litz, Evelyn Gaines, and Algerine Jones. 
New Employees 
Robert Ailes, M.D. 
Medical Director - F-IMO, 
I-lea/th Options, Inc., Field 
Development 
Sheila Anderson 
Claims Examiner A, 
Medicare B Claims Examining 
Karen Bailey 
Claims Examiner A, 
Medicare B Claims Examining 
Alisha Baker 
Claims Examinlff A, 
Medicare B Claims Examining 
Russell Baker 
Manager for Financial Accounting, 
Financial Accounting 
Marilyn Baldwin 
Commercial Travel Coordinator, 
Commercial Travel Department 
Janice Barney 
Clerk B, 
Med B Microfilm Retrieval 
Linda Barney 
ClerkB, 
Med B Mail Operations 
Frank Bartkus 
Account Executive - I-IMO 
I-lea/th Options of Sarasota ' 
Jeannie Baugh 
Clerk Typist B, 
Product Develop,nent and Planning 
Don Bausili 
Technical Analyst - EDI-', 
Health Options, Inc. - EDP 
Barbara Beck 
Secretmy B, 
I-lea/th Options of South Florida 
Rhonda Beck 
/-IMO Registrar & Bookkeeper 
Health Options of Jacksorwille 
Dee Dee Bethel 
Secretary B, 
I-lea/th Options of South Florida 
Donald Blaner 
Clerk A, 
Incoming Mail Distribution 
Martin Blevins 
ClerkB, 
Med B Mail Operations 
Barbara Bolton 
Clerk B, 
Med B Mail Operations 
Roxie Bond 
Clerk C, 
Health Options of Sarasota 
Joseph Bowman 




Tampa District Office 
Marlene Bricker 
Market Specialist - HMO, 
I-lea/th Options of Tampa Bay 
Harriet Brodsky 
Comm!ffdal Travel Administrator, 
Commercial Travel Department 
Miranda Cameron 
Cilffk C, 
1-lealtb Options of Sowh Florida 
Theresa capstaff 
Accounting Analyst B, 
PAS - Controller Office 
Maureen Cardona 
f.:xec11ti11e Secretary A, 
I-lea/th Op!ion uf Cenlral f-lorida 
Arthur Cardoza 
Clerk A, 
lncomi11g Mail D(�tribution 
Thelmecia Cason 
Customer Sen iice Nepresenlali11e A, 
Med R Telep/,011e Communications -
//nit /II 
Andrew Cassidy 
Director for Financial Planning 
& Analysis, I-lea/lb Options, Inc. -
Treasurer 
Linda Clingerman 
Claims Examiner A, 
Med B Claims Examining 
Janet Coggan 
Member Semices Representative , 
1-/ealth Op/ions of Gainesville 
Penelope Cost 
Secretary 8, Fersonnet 
Sharon Cron 
I-IMO Registrar & Bookkeeper, 
1 -lealtb Options of Polk 
Julie Cushman 
Documentation Clerk, 
Computer Operations Administration 
Marta Delgado 
Field Service Representative - I-IMO, 
I-lea/th Options of Soutb Florida 
Sherry Dennis 
Utilization Review Coordinator, 





Secretary A, NPC Disallows 
Sandra English 
Secretary B, 
Health Op1ions of Pensacola 
Jean Farah 
File Clerk, 
Group Direct Market Support 
Leah Farrell 
Clerk C, 
flealtb Options of Pensacola 
Roger Fink 




Medicare Microfilm Simplex 
Angela George 
Claims Examiner A, 
Med B Claims Examining 
Gilbert Gerlach 
Accourtt Executive - HMO,  
Healtb Options of  South Florida 
Beverly Gibbs 
Secretary A, Major Accounts 
Angela Gillcrese 
Secretary A, 
1-lealtb Options , Inc. -
Government Programs 
Deborah Gooden 
Claims Examiner A, 
Med B Claims Examinin!I 
Nancy Greene 
Secretary B, 
Healtb Options, Inc. - Controller 
James Gregory 
Retrieval Clerk ,  
Private Business Records 
Brian Haltiwanger 
Systems Analyst - PAS, 
PAS Software Development 
Wendy Hanner 
Clerk B, Med B Mail Operations 
Patricia Harden 
Systems Analyst - PAS, 
PAS - Florida Marketing 
David Helphrey 
Account Executive - /-IMO, 
1-/ealtb Options of Tampa Bay 
Ronald Higbee 
A,sociate I-louse Coume/, 
Legal Staff 
Nunila Init 
Cler�• B, Med B Mail Operations 
Ronnie Jackson 
S!'mices Aide, Cllstodian Sem ices 
Katherine Jaschke 
Manager for Compensation & 
Benefits Health Options, Inc. 
Human Resources 
JeanJerris 
Supe,visor for Med B Claims 
Processing, Med B Clairns Examining 
DeborahJochynek 
Artistic Graphics Technician, 
Grapbics 
Joyce Johnson 
Cluirns examiner A, 
Med B Claims Examining 
Ronald Johnson 
ClerkB, 
Med B Microfilm Retrieval 
Derrick.Jones 
Clerk B, 
Med B Microfilm Retrieval 
Nancy Kelly 
Market Specialist - HMO, 
Health Options of.Jacksonville 
Constance Kuehn 
Institutional Auditor, 




Healtb Options of Soutb Florida 
Patricia Leonard 
Secretary B, 
Health Options of Pensacola 
Twanna Lester 
Customer Service Representative B, 
Med B Telephone Communications 
Unit !V 
Juan Linares 
Custom.er Service Representative A, 
Med B Telepbone Communications 
Unit V 
James Manuel 
Semices Aide, Custodian Sen1ices 
Marlene Manzano 
Clerk E; 
1 -/ealtb Options of Soutb Florida 
Michele Marsh 
ClerkB, 
Med B Microfilm Retrieval 
Paul Mason 
Claims Examiner B, 
Health Options of Central Florida 
Suzanne McNeil 
Agent Expeditor, Statistical 
Jane Mims 
Custom.er Service Representative B, 
Tallabassee District Office 
Constance Morris 
Secretary A, 




Med B Microfilm Retrieval 
Robert Nichols 
ADS Development Specialist, 




Government Bu.sine.�, Venture Project 
Frances Petty 
Custom.er Sem ice Representative A, 
Med B Telephone Communications 
Unit /I 
Gail Phillips 
Cus/omer Service Representative A, 




Med B Mail Operations 
Paula Portrey 
Field Group Specialist, 
Tal/abassee District Office 
Thyra Powell 
Control Clerk A, 
Med B Secondary Payer 
Paula Ravnell 
ClerkB, 
Med B Microfilm Retrieval 
Louanne Rodgers 
Customer Service Representative B, 
Nortbem Region - Major Accounts 
Dana Scanlan 
Clerk D ,  
Healtb Options o f  Polk Co1111ty 
Elena Shupard 
Accounting Analyst B, 
Tampa Brancb Audit 
Mary Sidders 
Customer Service Representative A, 
Med B Te/epbone Communications 
Unit /I 
Richard Smith 
Executiue Director - I-IMO,  
l-lealtb Options of Soutb Florida 
Mary Sorrell 
Associate House Counsel, 
Legal Staff 
Tawny Stewart 
Correspondence Representative A, 
Med B Communications Uni/ /If 
Jacqueline Stokes 
Control Clerk A, 
Med B Claims Examining 
Joe Suber 
Senior Sales Representative, 
Tallahassee District Office 
Einar Sundberg 
Systems Analyst , 
Hea/tb Options, Inc. -MIS 
Hattie Swindell 
I-IMO Registrar & Bookkeeper, 
Healtb Options of Sarasota 
Remedios Urbano 
ClerkB, 
Med B Mail Operations 
Eduardo Vargas 
Account Executive - HMO, 
Health Options of Soutb Florida 
Kimberly Wade 
Customer Semice Representative A, 




I-lea/th Options of.Jacksonville 
Jennifer Wall 
ClerkB, 
Med B Microfilm Netrier;a/ 
Kathryn Wallo 
Secretary A, FEP Representatives 
Timothy Waymouth 
Account Executive - I-IMO, 
I-lea/th Options of Tampa Bay 
Janet Welch 
Claims £.xaminer A 
Med B Claims Exa;1ining 
Vanessa West 
Claims Examiner A, 
Med B Claims Examining 
Michelle Wheelei: 
Direct Income Processor, 
Cashiers 
Russellett White 
Systems Analyst , 
Health Optio11s, Inc. -MIS 
Deborah Williams 
Customer Semice Representative A, 
Med B Telepbone Communications 
Unit rv 
Ola Wood 
Claims Examiner A, 
Med B Claims ExamininR 
Patricia Young 
Receptionist - /-IMO, 
1-lealtb Options of Central Horida 
Marriages 
Kathryn Ripper, 
Med B Telecomnumications, 
to Larry Spokes on Feb. 1 4, 1 986 
Barbara Torrent, 
Med B Telecommunications , 












PBO Systems Services 
Henderson Gamble 
Safety and Security 
Brad Halpin 
PAS - Software Developmell/ 
Michael Hightower 
legislative Relations 




Tampa Brancb Audit 
Michael Liebl 
Private Business Claim Preparation 
David Lipp 






Ft. Myers District Office 
Kathleen Manus 




Medicare B Claims Examining 
Barbara Noble 
Jacksonville District Office 
Nancy Prosser 
PAS - Software Development 
Linda Roberts 
State Group Claims - Unit I 
Reginal Rogers 













Heu/lb Services Data 
Betty Clark 
Medicare B Clairns Examining 
Ronella Coney 
St. Pete District Office 
Carl Corsuti 








Northern Region Major Accounts 
Edward Evans 
Tallaha-,see District Office 
Diana George 
Blue Cross Claims Unit II 
Donna Gibson 
OCL Coordination of Benefits 
Debra Hannah 
HOJ - Hum.an Resources 
Barbara Harley 
FEP Prouider Entry 
NonaJohns 
Membership and Billing -
Nortbern Region 
Darlene Johnson 




FEP Supplemental Claims 
Susan Marculaitis 
Ft. Myers District Office 
William Mullis 
Filming - Com. and Quality Control 
Terry Paul 
Med B Telep/Jone Communications 
Unit V 
Ping Sham Pun 
Statistical 
Gwendolyn Reese 
















Private Business Records 
John Floyd 




PPC Customer Service 
Freddie Johnson 
Prescription Drug Claims 
KarenJordan 
Computer Operations Administration 
Joyce King 
Customer Service Department 






Jacksorwille Audit Branch 
Myra Wilson 
Med A Tecbnical Support 
20 Years 
Martha Aderhold 
Group Market Inquiries 
Barbara Carter 
Walk-in and Provider Information 
Phyllis Cody 
Local Group Inquiries 
Janet Dennie 




Medicare B Claims Examining 
Nancy Keezer 





Motors Dedicated Unit 
25 Years 
Doris Turner 
Motors Dedicated Unit 
Promotions 
Stephanie Alley promoted to 
Operations Analyst If, 
Benefits Administration 
Helen Applegate promoted to 
Manager for National Accounts Sales, 
1-lealtb Options - Major Accounts 
Lila Bajalia promoted to 
Clerk Typist B, 
Corporate Research 
Donald Baldwin promoted to 
User Acco11.nt Manager - EDP, 
PBO Systems Services 
Renato Barnett promoted to 
Manager for EDP Systems, 
Application System PBO 
Michael Barrow promoted to 
Senior Technical Analyst, 
Application System PBO 
Charles Beaufort, Jr., 
promoted to 
Director fur PAS Marketing, 
PAS National Marketing 
Barbara Benevento 
promoted to 
Director for HIS Field Sen;ices -
Northern Rexion, Pbysician Relations 
Marilyn Blaylock promoted to 
Secretmy B, National Account Claims 
Diane Bootz promoted to 
ADS Development Specialist, 
1-lealtb Optiuns - Corporate 
Development 
Jacquelyn Brooks promoted to 
Secretary B, Corporate 
Communications and Community 
Relations 
Susan Brooks promoted to 
Reimb11rsement Control Analyst 
Med 8, Health ervices Data 
Department 
Dalisay Bulanan promoted to 
Sen;ice Quality Inspector, 
Medicare Microfilm Simplex 
Claudia Charbonneau 
promoted to 
Collection Specialist, Request Refund 
L. Michele Chevalier 
promoted to 
Systems Analyst, 
PAS - Florida Marketing 
Linda Chianese promoted to 
Claims Examiner B, Health Options 
of Pensacola 
Patty Cole promoted to 
Section leader IX, 
National Account Inquiries 
Jean Coleman promoted to 
Manager for Operations & Technical 
Support, Customer Relations 
Roberta Crane promoted to 
Methods Analyst II, Purchasing 
and St,rvices Administration 
Todd Cripps promoted to 
HMO Technical Support Manage,; 
Health Options, Inc. 
Carol Crockett promoted to 




Technical Aduisor, NPC Disallows 
Margaret Daise promoted to 
Claims b:aminer C - Med B, 
Medicare B Claims Examining 
Broderick Davis promoted to 
Manager for Quality 
Assurance, Quality 
Betty Demick promoted to 
National Accourtt Adjustment 
Examiner, NPC Disallows 
Grayling Dennis promoted to 
Software Specialist, 
Software and Technical Support 
Renier Diaz promoted to 
Systems Analyst - PAS, 
PAS Customer Support 
Cynthia Doss promoted to 
E.xecutiue Secretary A, 
HO/ - Corporate Development 
David Dufresne promoted to 
Product Development -
:pecial Markets, Product Development 
Kathy Evans promoted to 
Document Auditor for Special Projects 
Office, Systems Project Office 
Mark Exon promoted to 
Claims £xaminer C, 
Blue Cross Claims Unit II 
Peggy Farinas promoted to 
Examiner for National Accounts 
Disallow, NPC Disallows 
Kathleen Feierstein 
promoted to 
Manager for EDP Systems, 
Systems Support 
Lanny Felder promoted to 
Manager for Real Estate Operations, 
Corporate Real Estate OpL>rations 
Daniel Fisher promoted to 
Manager for Network Opera/ions -
PAS, PAS - Network Opera/ions 
Jamie Gant promoted to 
Pro11ider Automation Analyst, 
PAS - Customer Support 
Elisa Garcia promoted to 
Professional and Provider Sc=ices 
Representatiue, Professional and 
Provider Services 
Michael German promoted to 
Syslems Analyst, 
PAS - oftware Development 
Carol Green promoted to 
ADS Planner, HO! - Corporale 
Deuelopment 
Joyce Gross promoted to 
Data Entry Operator, 
Group Direct Market Supporl 
Mary Hadd promoted to 
Program Analyst, Systems 11pport 
Kathleen Haering promoted to 
Executive Secretary B, 
Healtb Industry Services 
Ted Hagan promoted to 
Acco1mtant Ill, 





Richard Harnage promoted to 
ADS Planner, 
HO/ - Corporate Development 
Tina Henault promoted to 
Educational Service Representatwe, 
Med A Production and Quality 
Control 
Andrew Hewes promoted to 
Manager for Honda Market PAS, 
PAS - Florida MarketinP, 
Cathy Hiers promoted to 
Senior Telecommunications Network 
OjX>rator, PAS - Network Operations 
Suellen Holder promoted to 
Benefits Specialist, 
Organization and Compensation 
Marilyn Hollan promoted to 
Senior Systems Analyst - EDP, 
Management Systems 
Lonnie Holton promoted to 
Syslems Analyst, 
PBO Systems Services 
Remell Howard promoted to 
Network Administration, 
PAS - Neiu•ork Operations 
Geneva Jackson promoted to 
Statistical Clerk A, 
Med A Technical Support 
Barbara Johnson promoted to 
Syslems Analyst, 
Health Options, Inc - MIS 
Thomas Johnston promoted to 
Systems Analyst, 
PBO Systems Services 
Dwight Jones promoted to 
Director for Facilities and Office 
Services, Facilities and Office Semices 
Laura Jones promoted to 
Under 65 Product Manager, 
Direct Sales - Under 65 
Shirley Jones promoted to 
Claims Examiner C - Med B, 
Medicare 8 Claims Examining 
Carol Kagarise promoted to 
Execulive Secretary A, 
PAS - Administration 
John Keene promoted to 
Super visor for Claims and 
Customc>r Service, Central 
Certtfication and Reciprocity 
Neal Keller promoted to 
Shift ManaP,l>r, 
Computer Operations Adminislration 
Leanne King promoted to 
PBO Training Manager, 
Private Business Training 
Elaine Knopsnyder 
promoted to 
Manager for EDP Syslems & 
Programming, Advanced Business 
Systems Planning 
Marlon Lane promoted to 
Managc>r for EDP Resources, 
Computer Operations AdministraJion 
Cynthia Lanford promoted to 
Accounting Analyst 8, 
PAS - Controllc>r Office 
Norma Lanier promoted to 
Manager for Management Services, 
PAS - Customer Suppcrt 
Betty Leonard promoted to 
Switchboard Opera1or, 
Inf onnalion Department 
Johnsetta Mack promoted to 
Supervisor for Central 
CorreSjJOndence, Direct Markeling -
Ouer 65 
Robert Mahoney promoted to 
Manager for HO! Market Research 
and /-'/arming, Healtb Options, Inc. -
Aduertising and Research 
James Mandeville promoted to 
Supervisor for Accounts Payable, 
Accounts Payable 
Paul Marineau promoted to 
Manager for Utilization Management 
- HMO, Health Options of South 
Florida 
Ronald Marley promoted to 
Director for HIS Field ervices, 
Health Industry Services 
Bobbie Mathis promoted to 
Operations Analyst If, 
NPC Disallows 
Virginia Mayo promoted to 
Systems Analyst, 
PAS - Soflware Development 
Kenneth McClain II 
promoted to 
Utilization Management Service 
Representative, Utilizalion 
Management Operations II 
William McKnight promoted to 
Supervisor for Claims and CllSlomer 
Service, PPC Exam Entry 
Hilda McLaughlin promoted to 
Account Service Manager, 
Heallh Options, Inc. - MIS 
Philip Mobley promoted to 
Managc>r fur EDP Sys/ems and 
Programming, Systems Support 
Barbara Morris promoted to 
Clerk B, Group Direct 
Market Suppcrt 
Janet Morris promoted to 
S11pemi�or for Blue Sbield Auto 
Acw1mts, National Claims 
Patricia Nadeau promoted to 
ection Leader I, Q11alityAssura11ce 
Anne Newland promoted to 
Systems Analyst, Systems Support 
Bennie Osborne promoted to 
Claims £.,aminer B, 
Medicare B Claims Examining 
Phillip Parker promoted to 
1-lealtb Industry Analyst, 
Utilization Analysis 
William Piper, Jr., promoted to 
,ysterns Analyst, 
Health Options, Inc. - MIS 
Dubena Pollard promoted to 
Operations Analyst II, 
Tecbnical Services 
Joseph Pollard promoted to 
Computer Operator, 
Computer Operations Administration 
Ellen Puschak promoted to 
Manager for Utilization Management 
- HMO, Health Options of Pensacola 
Philip Radabaugh promoted to 
enior Systems Analyst - PAS 
PAS - Software Development 
Thomas Rahm promoted to 
Systems Analyst, 
PAS - Software Development 
Mary Raulerson promoted to 
l'roject Manager, 
Telecommunications 
Melissa Rehfus promoted to 
Manager for Communicalions 
and Aduertising Research, 
Public Issue Analysis and Planning 
Paul Rehfus promoted to 
Senior Systems Analyst - UM, 
Utilization and HCA-Information 
Sc,rvices 
Theresa Renfroe promoted to 
Claims Examiner C, 
Blue Cross Claims Unit II 
Marie Rich promoted to 
Accounting Analyst A, 
Program Budget Reimbursement 
Melvema Rivers promoted to 
Section Leader IX, Inquiry Control 
Janet Roberts promoted to 
UM Operations Analyst, 
Utilization Management Operations ff 
Reginal Rogers promoted to 
Director for Marketing HMO, 
Health Options of Jacksonuille 
Beverly Russell promoted to 
Manager for Utilization Management 
- HMO, Health Options of Gainesville 
Spero Saxon promoted to 
Manager for EDP Systems, 
Application System - PBO 
Debra Schell promoted to 
/-lea/lb Industry Analyst, 
Institutional Reimbursement Program 
Developmem 




Rosario Searls promoted to 
CorreSjJOndence Analyst, 
Request Refund 
Catherine Shane promoted to 
Director for HIS Field Support, 
Professional and Provider Services 
Rebecca Shaw promoted to 
Tape Librarian, 
Computer Opera/ions Administration 
Patricia Shear promoted to 
Group Enrollment Master Examiner, 
Membership and Billing - Southem 
Region and National 
Sharon Sims promoted to 
Real Estate Specialist, 
Corporate Real fa1ate Operations 
Angela Smedley promoted to 
Accounting Analyst B, 
Health Options, Inc. - Controller 
Lori Smith p,·omoted to 
Technical Analyst - EDP, 
PAS - Software Development 
Mary Stallings promoted to 
Shipping Clerk, Shipping 
and Receiuing 
Margaret Svenson promoted to 
Director for Marketing - HMO, 
Health Options of Tampa Bay 
Alainna Taylor promoted to 
Telecommunications Specialist, 
Telecomm1111ications 
Diana Tomaino promoted to 
Section Leader IX, 
Information Department 
Sherry Turknett promoted to 
Team Secretary - Legal, 
l.egal Adminislra/ion Support 
J. Annette Wadley promoted to 
uper oisor for Claims and CustOml>r 
Ser oice, PPC Customer Sen1ice 
Norma Walker promoted to 
Super oisor for Central 
Correspondence, Telephone 
Inf ormalion Area If 
Clinton Waltrip promoted to 
Burster Operator, 
Comp111er Opc>rations Administration 
Anderson Whiddon 
promoted to 
Senior Financial Analyst - !-IOI, 
Treasurer - /-lea/th Options, Inc. 
Harry White promoted to 
Senior Tecbnical Analyst, 
Systems Sup ort 
Billy Wiggins promoted to 
Utilization Management Operations 
Analyst, Utilization Management 
Operations If 
Mary Willey promoted to 
Secretary B, 
Government Programs Development 
Deborah Wilson promoted to 
Customer Service Representative B, 
National Account Inquiries 
Donald Wilson promoted to 
Senior Systems Analyst - EDP, 
PBO Systems Services 






Provider Automated ervices -AC5 
Judith Yeaton promoted to 
Secretaiy B, Tresurer 
Pamela Young promoted to 
Claims Examiner C - Med B, 
Medicare B Clairns Examining 
Robert Young promoted to 
,ystems Analyst - PAS, 




Clai,m Examiner A, 
Medicare B Claims Examining 
Valerie Bouchelle 
transferred to 
Manager for Receipts and 
Disbursements, Prou1der Automated 
Semices - Administralion 
Patricia Boynt transferred to 
Customer Service Representative B, 
Cenlral Region Major Accounts 
W. Chandler Burroughs 
transferred to 
Marketing Pe1jomzance Analyst, 
Market Research 
Charlene Cason transferred to 
SecretatyA, 




Financial Operations Analysl - !-IOI, 
!-IMO Treasurer 
Karen Collins transferred to 
Documentation Clerk, 
PBO Systems Services 
Ruby Cooley transferred to 
Control Clerk B, 
Cornprebensive t:xam Entry I 
Sherri Cooper transferred to 
Peer Reuiew Analyst A, 
Med B Refunds 
Tina Cox transferred to 
O1her Carrier Liability Analyst, 
OCL Coordination of Benefits 
PROFILE 
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Sharon Crews transferred to 
S11pem iso1· for S11bscriber Sen•ices, 
Gru p Membership [, Billing -
National PPC 
Cheryl Delpha transferred to 
Quality A11a�)1S(. Qualitv 
Desiree Farrington 
transferred to 
l,e<>r Rer lieu• Analyst A, Med B Refunds 
Gwendolyn Garvin 
transferred to 
Acco11nti11g Clc>rk B, Request Refund 
Janet Heney transferred to 
Senior Systems Planning Analyst, 
Ad1JC1nced Business SJ/Stems Planning 
Sharon Hill transferred to 
Section Leadc>r IX, 




Corre�pondence Representative B, 
Inquiry Co,urol 
Walter James transferred to 
User Account Manager - EDP, 
PBO SJ,stems Sen;ices 
RachelJohns transferred to 
Manager for National Accounts 
Disallow, NPC Disallow 
VessieJohnson transferred to 
Senior Claims t:xaminer, 
Comprehensive Suspense II 
Karen Kaminskas 
transferred to 
HMO Medicare Project Manager, 
l·lealt/J Options of Tampa Bay 
Melissa Lam transferred to 
CorreSjJOndence Representative B, 
Med B Communications Unit VI 
Marlene Lapierre 
transferred to 
Supervisor for OCL litigation, 
Litigation Research 
Robert Malcolm transferred to 
Senior Quality Conlrol pecialist, 
Consumer Research 
Austin Patneau transferred to 
Direct Sales Manager, 
Marketing Aduertising & 
Sales Promotion 
Lisa Peeples transferred to 




Perf om1ance Analysis 
Beverly Rozar transferred to 
Administratiue Aide B, 
Human Resources 
Patricia Ryan transferred to 
Peer Reuiew Analyst A, 
Med B Refunds 
Robert Sebok transferred to 
Director for !-II Field Seroices -
Southern Region, Provider Relations 
Mary Short transferred to 
Senior Systems Ana�vst - PAS, 
PAS - Software Developmenl 
Paula Sill transferred to 
Senior ales Representati11e, 
l-lealth Options of Tampa Bay 
Susan Skow trans] erred to 
Fraud & Abuse Analyst - Med B, 
Med B Program Tntegrity 
Sandra Smith transferred to 
Co1porate Financial Nesearcb Analyst, 
Finance Teclmica/ Support 
Corine Steward transferred to 
Supervisor, 
CornprehensitJe Exam Entry I 
Norma Viana transferred to 
Correspondence C/e,·k A, 
Medicare A Medical Reuiew 
Myrna Vickery transferred to 
Telemarketing Sales Representative, 
Direct Sales - O11er 65 
Catherine White transferred to 
Control Clerk 8, 
Private Business Claims Adjudication 
Daniel Whitehead 
transferred to 
Manager for Product Management, 
PAS - Florida Marketing 
July 1986 
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